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The purpose of this report is to discuss how well employers perform at communicating in body care stores and how they can improve this skills in order to achieve performance, based on my real life experience.

”Communication is the exchange of thoughts, information, or ideas that result in mutual understanding between two or more people. The process requires at least one sender, one receiver, and a message that is transmitted within a communication medium.” ( Maund, Schriek and Tinkler, 2017) 
Shannon-Waever theory of communication 
This definition is in line with Shannon- Weaver theory of communication according to which the complex communication process includes eight steps : sender, encoder, message, channel, decoder, receiver, noise and feedback. 
The steps from this theory can be explained in the following way: the sender represent the source of information, that can be individual or group, and should have a reason to communicate something; the role for the encoder is to transform the information in a new format that will be interpreted by the recipient and before the message arrive to the receiver it has to be decoded in a form that the receiver understand, this step is between channel and receiver. The message is the actual information. The channel is the way the message is transmitted and must be chosen depending on the type of message for a good understanding ( verbal, written, electronic, video, audio and others). The noise is a interference applied to the channel and makes the message hard to understand. The destination is the receiver the message should reach. To find out if the communication process was effective Shannon and Weaver have decided the last step must be the feedback. By this step the sender tells the receiver that he received the information and interpreted it accurately.
Although this theory of communication was created in 1949, by Shannon and Weaver, can still be successfully applied in the 21st century communication processes. If in 1949 the channels through the message could be transmitted were limited ,now they more diversified due to the development of technology, but there still exist the same steps in communication.
According with Maund, Schriek and Tinkler (2017, p.48-49) communication is verbal and nonverbal. Verbal communication means the use of verbal statements and is the most popular way for people to communicate with one another. Another important process equal with verbal one is nonverbal communication. For interpret the meaning behind the words, the sender can help the listeners using cues like: eye contact, fidgetiness or smiling. 
Employers must have communication skills to establish credibility and express their ideas at the workplace. People should use both, verbal and nonverbal communication. To make the information process transparent and easy, employers need to use communication skills like: assertiveness and active listening.
Communication in ”The body shop” stores
”The Body Shop” is a store that sells body care products including perfumes, body creams, bath bombs, foam bath, gift sets and many others. As communication and team working are two of the skills which form the base for any successful business, this kind of stores use the same rules. An example of a specific communication situation where a noise complicates the accurate understanding of the message can be a daily conversation between a team leader and an employee. It happened in the Christmas season when all the stores are very crowded and peoples are constantly looking for the perfect gifts, a team leader was trying to explain his colleague how to arrange the gift area. In the same time, two customers are trying to get help with details about some products. Therefore, the employer did not understand everything he had to do and did wrong. As a result of wrong work, the team leader became annoyed and has proposed to his colleague to give up his job or to do a perfect job further. This communication process can be analysed using the theory of Shannon and Weaver and we can indentify at least five from the eight steps.
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In this diagram can be seen the analisys of the communication process according with Shannon- Weaver theory. The sender who was the team leader in this case tries to give an information to his colleague, which is the receiver. Before the information reach him it pass through the channel, in this case is oral, face-to-face.  This type of communication is the most complete and richest form. Communicate like this, people will be able to see their body language and facial expression, also they can understand their tone of voice wich helps to increase the chances to the message be interpreted correctly. But in this situation the channel was jammed by the direct customers requests to the same employer. Due to this noise communication was been affected and the employer did not accurately understand what to do. As a result he did not do the work as requested. The feedback the employee sent to the team leader was positive and made up of nonverbal gestures including positive facial expressions, motion of the head as a sign of approval and eye contact. 

How communication can be improved in body care stores ?

Because the communication is a complex process, different individuals can hear the same message but interpret totally different. To improve the accuracy of understanding members of the discussion need to have certain skills like asssertivness, active listening, nonverbal communication, paraphrasing.
 
Assertiveness, as part of communication skills, can solve the situation such that the manager and the employee can continue to work based on trust and respect. This skill at the workplace means to express ideas, without disrespecting or dishonoring, oneself directly and honestly. In this situation assertiveness could be useful in the end when the leader saw that the gift area has been arranged in a wrong way, to motivate the employer to do a better job next time. As an example, first of all the manager should describe the problem and his feeling about it, instead of acting under the impulse of madness. And finish with a respectful request to make a priority to listen carefully the requirements. (Maund, Schriek and Tinkler, 2017)

Next step for a good communication in this type of stores should be choosing the right moment to discuss the plans of the day. This moment could be some minutes before to start the program or a meeting once in a week. In this way time will be especially given to discuss the goals of the store at that time and what the employers have to do. Such that, there will be enough time for questions and explanations so as to every employee will know exactly what his job is and they will be able to handle customers without being concerned about anything else.

Another skill which the employee needs to develop is active listening. Active listening requires discipline and effort for a good understanding what the other person is saying. 
For listener to be interested in what is being said the team leader should use five specific behaviours: 
Square: That means face the person squarely.
Open: It is about to keep an open posture without crossed arms or legs.
Lean: Means to slightly forward to communicate interest and engagement. Head nods and verbal encouragers like ”uh-huh” and ”yes!” are also effective.
Eye contact: This specific behaviour can be explained as a direct eye contact maintained according to appropriate social norms.
Relaxed: This last aspect means that both, sender and receiver, should stay relaxed in the communication process for a better understanding of the message. (Maund, Schriek and Tinkler, 2017) 
As an employer, to improve this quality he should focus only on that disscusion and offer a real feedback verbal or non-verbal. In this case active listening would have helped the team leader to realize that the employee did not understand what to do and would have pevented the employer from working in van.

In addition, nonverbal communication is a key quality that both discussion partners should develop to help them to have the same perspective of the information. In this case the team leader could have used the non-verbal communication to express his ideas more precisely using an adapted tone voice, eye contact and facial expressions specific to the transmitted message. Withal he could use non-verbal skills to interpret the interlocutor gestures, mimics, and voice tone.

Finally, another aspect which can help to solve the problem of communication in body care stores can be the request for a feedback. Even in one-to-one discusstions, people rarely ask for a summarising of what has been said, or to rephrase the instructions given, because people aviod making others feel embarrassed. Sometimes if a feeback is required, employers just repeat a part of discussion without understand accurately understanding the meaning. Feedback is essential to establish if a the message was received in the way it was proposed. ( Morgan, 2017, p.249 )

Conclusion

In isolation very little communication takes place, most of them will be in a context of relationships which already exist. Usually, everything we want to communicate is influenced by controllable aspects of communication: body language ( nonverbal behaviour ), the tone of voice ( paralingvistic behaviours ), the ways we communicate ( channels ) and the words we use. The most important challange is when communication is not interpreted correctly, as the sender intented, beacuse this fact will have consenquences on the work they should do.

Although this theory of communication was created in 1949, by Shannon and Weaver, can still be successfully applied in the 21st century communication processes and was applied in the body care stores communication process. Because the communication is a complex process, different individuals can hear the same message but interpret totally different. To improve the accuracy of understanding members of the discussion should use certain skills like asssertivness, active listening, nonverbal communication, paraphrasing. Nonverbal communication was a key quality for both discussion partners to develop in order to help them to have the same perspective of the information.

As an employer, to improve the communication process he should focus only on that disscusion and offer a real feedback verbal or non-verbal. In the body care case, active listening would have helped the team leader to realize that the employee did not understand what to do and would have pevented the employer from working in van. Also sometimes a feeback is required to avoid that employers just repeat a part of discussion without understand accurately the meaning. Feedback is essential to establish if a the message was received in the way it was proposed.
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